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[bookmark: _Toc229574673]FOREWORD
The National Treasury (TNT) recognizes that effective complaints handling is a critical part of quality service delivery. It also acknowledges that responding to complaints and feedback has a key impact on its operational effectiveness and the image of the National Treasury. Effective complaints handling and management emboldens accountability for the institution’s action. The National Treasury is committed to timely resolution of all complaints and looks forward to enhancing public service delivery.   
Therefore, this Complaints Handling Policy will ensure a harmonized process of handling complaints received from internal and external stakeholders are resolved in a fair, effective, timely, transparent and consistent manner.







HON. FCPA JOHN MBADI NGO’NGO, EGH. 
CABINET SECRETARY
THE NATIONAL TREASURY
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[bookmark: _Toc229574675]LIST OF ACRONYMS/ABBREVIATIONS


	CAJ
	Commission on Administrative Justice

	COMP
ICT
	Complaints
Information Communication Technology

	MDACs
	Ministries Departments Agencies and Counties

	PCSC
	President established the Public Complaints Standing Committee

	PwD
	Persons with Disability

	TNT
	The National Treasury

	
	




[bookmark: _Toc229574676]DEFINITION OF TERMS

Complaint: It’s an expression of dissatisfaction made to or about an organization related to its services, staff, policies or procedures or the complaint handling process itself.
Complainant: A person, group of persons, organization or institution lodging a complaint.
Resolution: Remedial action taken to address complainant’s concerns. It may involve an apology, corrective action, compensation, decision, or any other appropriate response and or remedy.
Root cause: The primary source or basis of the complaint.

Complaints desk: Refers to any service point at the institution.

Respondent: A public or state officer or a public institution against which the complaint is made.
Information: Refers to all records held by the institution, regardless of the form in which the information is stored, its source or the date of production.
Customer Focus: is realized when an organization is open to feedback and committed to seeking appropriate resolution of complaints and addressing policy and process inadequacies highlighted by customers.
Feedback: Refers to opinions, comments and expressions of interest or concern, made directly or indirectly, explicitly or implicitly, to or about the institution services.
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1. [bookmark: _Toc229574677]INTRODUCTION

The National Treasury (TNT) is established under Article 225 of the Constitution and Section 11 of the Public Finance Management Act (Cap 412A) to formulate and implement policy measures that facilitate prudent financial management and economic growth. It is also responsible for mobilizing and managing public resources as well as stimulating investment and protecting consumer welfare.
[bookmark: _Int_7ngrAMMt]Public Service has undergone reforms aimed at improving efficiency and effectiveness in public service delivery. Among the reforms was the Performance contract adopted by Ministries, Departments, Agencies and Counties (MDACs) to promote good governance. Effective complaints management and access to information are among the key indicators in evaluation of performance contract. 
Previously, complaints management processes were hindered by several systemic gaps, including the lack of a structured, documented approach and inadequate resource allocation for capacity building of officers handling complaints. Furthermore, the system lacked a harmonized way of handling complaints received internally and externally. 
It is against this background that the National Treasury has developed this policy. It aims to provide a structured framework for effectively addressing and resolving complaints fairly, transparently and promptly, emphasizing both accountability and continuous service improvement. By standardizing these procedures, it will ensure improved public service delivery and high stakeholder satisfaction.

Vision
Excellency in economic and public financial management and development planning for Kenya’s social economic transformation.
Mission

To provide leadership in economic and prudent public finance management and development planning through formulation, implementation and monitoring of policies for Kenya’s inclusive growth and social economic transformation. 




Core Values:

i. Stakeholder Participation
ii. Transparency and Accountability 
iii. Results oriented 
iv. Integrity 
v. Customer focus 
vi. Teamwork and Commitment 

[bookmark: _Toc229574678]SCOPE OF THE POLICY
This policy is applicable to complaints received by the National Treasury from internal and external stakeholders which include employees, suppliers, members of the public, MDACs, and development partners. 

[bookmark: _Toc229574679]POLICY STATEMENT
The National Treasury is committed to mainstreaming complaints management and recognizes the right of every person to complain. 

[bookmark: _Toc229574680]POLICY OBJECTIVE
The general objective of this policy is to provide a structured mechanism for management of public complaints.
	
Specifically, the policy aims to:
i. Strengthening existing procedures and processes governing public complaints management,
ii. Ensure consistency with international best practices for complaint management,
iii. Leverage information communication technology to enhance complaints management processes, and
iv. Promote efficiency and effectiveness in the management of public complaints,






[bookmark: _Toc229574681]2.0 LEGAL AND REGULATORY FRAMEWORK

This policy is guided by the following legislative and policy documents:

i. Constitution of Kenya, 2010

ii. Public Finance Management Act, Cap. 412A

iii. Commission on Administrative Justice Act, Cap. 7J

iv. Fair Administrative Action Act, Cap. 7L

v. Access to Information Act, Cap. 7M

vi. Leadership and Integrity Act, Cap. 185C

vii. Conflict of Interest Act, 2025

viii. Public Service (Values and Principles) Act, Cap. 185A

ix. Public Procurement and Asset Disposal Act, Cap. 412C

x. Data Protection Act, Cap. 411C

xi. Evidence Act, Cap. 80

xii. The Anti-Corruption and Economic Crimes Act, Cap. 65

xiii. Human Resource Policies and Procedures Manual, 2016

xiv. Performance Contracting Guidelines 

[bookmark: _Toc229574682]GUIDING PRINCIPLES

The development and implementation of this policy is guided by the following principles.

i. Customer Focus. The National Treasury is committed to handling complaints regarding its services, systems, practices, and procedures from its customers.
ii. Transparency. The National Treasury will communicate openly with complainants regarding the status and progress of the complaints.
iii. Accessibility. The National Treasury will provide multiple channels and languages for stakeholders to lodge complaints. 
iv. Responsiveness. The National Treasury will acknowledge receipt of complaints, review and promptly respond to them in accordance with the applicable guidelines and procedures.
v. Fairness. The National Treasury will address complaints with impartiality, equity, and integrity. 
vi. Confidentiality. The National Treasury will ensure complaints are handled in accordance with the data protection laws and regulations.  
vii. Professionalism. The National Treasury will handle complaints with utmost skill, expertise, and ethical and professional standards.
viii. Innovativeness. The National Treasury will adopt ingenious approaches in management and resolution of complaints.
ix. Protection from victimization. The National Treasury will ensure that no person will be reprimanded, intimidated or discriminated against for lodging a complaint against the National Treasury or its staff.



[bookmark: _Toc229574683]3.0 OBLIGATIONS OF THE STAKEHOLDERS

[bookmark: _Toc229574684]NATIONAL TREASURY 

The National Treasury is committed to resolve all complaints received. To achieve this, it will:
i. Develop and implement policies and manuals, guidelines, standard operating procedures and tools for complaints management.
ii. Establish complaints handling and management framework.

[bookmark: _Toc229574685]PRINCIPAL SECRETARY

The Principal Secretary will:

i. Appoint the Resolution of Public Complaints Committee,
ii. Ensure adequate allocation and prudent use of resources for efficient management of complaints,
iii. Oversee enforcement of recommendations emanating from complaints handling processes, and 
iv. Ensure timely response to complaints from internal and external stakeholders. 
[bookmark: _Toc229574686]Heads of Department/Units
i. Formulate and implement strategies, objectives and implementation plans aimed at enhancing efficiency, effectiveness, integrity, and accountability in complaint management.
ii. Promote and apply appropriate information and communication technology systems for effective complaints management.
iii. Receive and promptly resolve complaints falling under their departments.Submit monthly status reports on complaints to the Resolution of Public Complaints Committee.
iv. Establish and maintain departmental complaints register.
[bookmark: _Toc229574687]Resolution of Public Complaints Committee 
There shall be an established Resolution of the Public Complaints committee appointed by the Accounting Officer with membership drawn from representatives of all departments. 



The Committee will:
i. Build capacity for officers handling Public Complaints.
ii. Hold quarterly meetings to receive and deliberate on Complaints Status Reports from Departments
iii. Ensure compliance with CAJ Guidelines and Performance Contracting Obligations.
iv. Coordinate and manage public complaints.
v. Recommend referral of complaints to relevant entities.
vi. Develop and maintain an appropriate complaint recording mechanism for compilation and analysis of complaints.
vii. Prepare and submit Complaints Status Report to the Principal Secretary.
viii. Create awareness on the National Treasury Complaints Handling Policy. 
ix. Ensure compliance with citizens service delivery charter; 
x. Conduct capacity building for top management, complaint-handling officers and other staff members.
xi. Create awareness on the existence of complaints handling framework using all relevant communication channels
xii. Ensure that complaints are promptly resolved or referred to relevant entities.
xiii. Submit Progress Report to the CAJ.

[bookmark: _Toc229574688]COMPLAINANT 

The Complainant shall:

i. Provide the required information and documentation for complaint resolution.
ii. Cooperate and be courteous to TNT staff



[bookmark: _Toc229574689]4.0 COMPLAINT MANAGEMENT AND PROCEDURES      

This section outlines the procedure for effective management of complaints at the National Treasury. It provides a structured approach to ensure that all complaints are received, documented, classified and addressed in a fair, timely, and consistent manner, thereby promoting accountability and continuous improvement. 

These procedures are intended to ensure that all complaints are handled promptly, professionally and consistently in accordance with the Constitution of Kenya, 2010 and other applicable service standards.


[bookmark: _Toc229574690]Types of Complaints

a) Minor Complaints: These are complaints which are resolved promptly at the point of service delivery. They require minimal time and resources to be addressed and do not necessitate further review.  Most of the minor complaints will be resolved by front line officers at the TNT.

b) Major Complaints:  These are complaints that require detailed analysis, or extended timeframes to resolve. These complaints shall be escalated beyond frontline staff to designated senior officers or TNT Resolution of Public complaints committee. Resolution shall follow a structured investigation review process, and provide feedback at the closure. 

c) Internal Complaints: These are complaints, grievances or concerns raised by employees or staff at the National Treasury regarding workplace practices, conduct, or conditions.  They may relate to interpersonal conflicts, management decisions, staff welfare, organizational processes and or any matter that directly affects the employee’s work environment. 

d) External Complaints: These are complaints that are lodged from external stakeholders such as the members of the public, complaints from the social media platforms, complaints referred from the CAJ and other institutions.

[bookmark: _Toc229574691]Channels of lodging Complaints     

A complaint may be submitted either in writing or verbally

Channels of lodging Complaints

The National Treasury will provide designated places and channels where complaints can be lodged including the following:

1. In person at the TNT offices (Persons with special needs will be assisted to lodge complaints)
2. Official Telephones numbers (Tel. +254 20 2252299, +254 - 20- 7873000, +254 - 709259000, +254 - 730837000)
3. Emails: complaints@treasury.go.ke, communications@treasury.go.ke 
4. In writing (letters, memos, memoranda)
5. Social media platforms: (X: @KeTreasury, Instagram: ketreasury, 
6. Complaints/Suggestion boxes
7. Writing to the Office of the Ombudsman (CAJ)
8. Any other mode as may be determined by TNT from time to time.

[bookmark: _Toc229574692]PROCESS OF HANDLING COMPLAINTS
 
The procedure of addressing complaints shall be as outlined below:  

Receipt and acknowledgement 

When a complaint is lodged, the officer in charge will receive, record and acknowledge the complaint on behalf of the Accounting Officer. In instances where the complaint is received verbally, acknowledgement may be given verbally and recorded accordingly.

Every complaint received shall be entered in the complaints register, assigned a unique reference number, classified by type, source, date, and urgency, and forwarded to the designated complaints officer or department for action. 
    
Timelines
Complaints will be acknowledged within five (5) working days after receipt.
          
Initial Assessment and Admissibility
     
Upon receipt of a complaint, the officer in charge will undertake a preliminary review to determine whether the matters raised fall within the statutory mandate of the TNT. Complaints that are within mandate shall proceed to further processing in accordance with established procedures, while those outside the mandate shall be duly recorded and referred to the appropriate agencies for resolution and the complainant will be informed accordingly. 







[bookmark: _Toc229574693]Review and Resolution: Three Tier Approach

a) Tier 1: Frontline Complaint Handling
Complaints are received and resolved at service points by front line officers. At this level, complaints are received and addressed directly at service delivery points by frontline officers. These matters are typically minor in nature and can be resolved promptly without escalation to senior staff. Officers are vested with clear authority to manage and resolve complaints at the first point of contact wherever possible. All complaints handled at this stage shall be duly recorded to facilitate monitoring, reporting, and future analysis. 

b) Tier 2: Internal Review 
Complaints that are unresolved at tier one are escalated to tier two.  At this stage, the HODs or the RPCC shall undertake a formal review and, where necessary, conduct a review of the issues raised. The objective is to ensure that unresolved matters receive thorough examination and are addressed in accordance with established institutional procedures. 

c) Tier 3: External Review
Where a complaint cannot be satisfactorily resolved through internal processes, it shall be referred to appropriate external agencies or mechanisms for further consideration. This may include regulatory bodies, oversight institutions, or alternative dispute resolution mechanisms such as mediation. The objective at this stage is to ensure impartiality, transparency, and the fair resolution of matters that fall beyond TNT internal mandate. 
     



Figure 1: Tiers Approach diagram.
[image: ]
     







[bookmark: _Toc229574694]Response to the complainant

Upon conclusion of the complaint handling process, the outcome will be communicated to the complainant within seven (7) working days.

[bookmark: _Toc229574695]Right to Appeals

If the complainant is dissatisfied with the outcome, or procedure in which the complaint was handled, they have a right to appeal to CAJ.     

[bookmark: _Toc229574696]Reporting      
     
All heads of directorates/departments will forward their complaints registers to the Head of Communication on a monthly basis for compilation and submission to the RPC. Thereafter, the RPC will review all complaints (including their status) and forward them to the accounting officer for onwards submission to CAJ on a quarterly basis. 


[bookmark: _Toc229574697]Monitoring and Evaluation

The TNT Resolution of Complaints Committee will use a monitoring tool to review all complaints, channels, tools and actions taken bi-annually, and submit reports to the Accounting Officer.      

[bookmark: _Toc229574698]CONFIDENTIALITY 
     
The National Treasury commits to maintaining confidentiality and protecting privacy throughout the complaints process in accordance with Access to Information Act, Cap 7M and the Data Protection Act, Cap 411C; and other applicable laws.  
    
[bookmark: _Toc229574699]Funding/Resources 

The accounting officer of TNT will allocate sufficient resources to ensure the efficient and effective management of complaints.

[bookmark: _Toc229574700]MAKING A COMPLAINT IN WRITING:
	S/N
	Indicator                                           	
	Details of Implementation

	Internal

	1. 	1
	Physical Location and Postal Address
	Treasury Building,
Lt. Tumbo Road, Off Harambee Avenue,
P.O. Box 30007 – 00100, Nairobi

	2. 	
	Overall National Treasury Complaints Desk Officer
	Director Public Communications, National Treasury
Treasury Building, 14 floor
Tel. 0202252299 Ext. 33568

	
	National Sub County Treasuries Offices
	Director National Sub County Treasuries
Treasury Annex Building, 7th floor
Tel. 0202252299 Ext. 33816
nsct@treasury.go.ke 

	
	Internal Audit Sub County
	

	3. 	2
	Name of Information Access Officer
 
	Director Public Communications, National Treasury
Treasury Building, 14 floor
Tel. 0202252299 Ext. 33568

	4. 	 
	Chairperson, National Treasury Complaints and Access to Information Coordination Committee
	Treasury Annex Building, 6th floor
Tel. 0202252299 Ext. 33305

	5. 	 
	Complaints Desk Email
 
	complaints@treasury.go.ke, communications@treasury.go.ke, integrity@treasury.go.ke

	6. 	 
	Telephone Numbers
	(+254) 020 2252299
+254 - 20- 7873000
+254 - 709259000
+254 - 730837000
Regional Offices Liaison - (+254) 020 2252299Ext. 33816

	7.      
	Email Addresses of:
	 

	
	Cabinet Secretary to the National Treasury
	Cabinetsecretary@treasury.go.ke  / cs@treasury.go.ke 

	
	Principal Secretary (Accounting Officer)
	ps@treasury.go.ke , pstreasury01@gmail.com 
 

	
	Complaints Desk Officers
	complaints@treasury.go.ke  

	
	Complaints Committee Secretary
	complaints@treasury.go.ke 

	8.      
	Website
	www.treasury.go.ke

	External

	9.      
	Commission for Administrative Justice (CAJ)
Office of Ombudsman
	Nairobi Office
West End Towers 2nd Floor
Waiyaki way- Westlands
P.O Box 20414-00200, Nairobi
Email: complain@ombudman.go.ke
[bookmark: _heading=h.b1kehax1ii5h]Tel: +254-20-2270000 /2303000 / 2603765 / 2409574/0777 125818/ 0800221349 (Toll free)



[bookmark: _Toc229574701]POLICY REVIEW

[bookmark: _heading=h.ajtqui4bi81i]This policy will be reviewed after every three years or as need may arise in line with emerging national and global trends.
[bookmark: _heading=h.3wblkbpxniy3]
[bookmark: _Toc229574702]POLICY IMPLEMENTATION
Implementation of this Policy shall be vested in the office of the Principal Secretary, National Treasury and comes into effect on this 1ST July 2026










[bookmark: _Toc229574703]APPENDIX 1
[image: ]
													
REPUBLIC OF KENYA
THE NATIONAL TREASURY
PUBLIC COMPLAINTS FORM

The National Treasury has availed this form and should be completed by the person wishing to lodge a complaint or by representative. All information availed will be held securely, and confidentiality at all times.

A) GENERAL DATA
							
Date ......./........../.......					      	S. No. TNT/COMP/………..


1. Name of the person lodging the complaint/...................................................  2. Anonymous


3. Age Range: below 18        19-35        36-60        Above 60         *PwD        Sex:...................


4. Address:………………………………………………………….
5. Tel:....................................................: Email:…………………………..: ID:………………..
6. Name of the person/Depatment you wish to lodge a complaint against (If known) …………………………………………………………………………………………………..
7. Date of incident: …………………… Time of incident………………………………………
8.Place of the incident……………………………………………………………………………
7. Date of reporting………………………………
 
B) WHAT IS THE COMPLAINT? (Indicate in writing the nature and the main issue of the complaints)
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


C). What action would you want to be taken by the National Treasury
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

D) Declaration
a) Have you reported this matter before to TNT? YES 	No


b) Has this matter been a subject of court proceedings? Yes		NO


c) Have you reported this matter to CAJ?   YES		No



Data Privacy Disclaimer
1. I allow TNT to use my personal data collected for reporting purposes.
2. I allow TNT use personal Data provided for communication purposes on the progress of my complaint
3. I allow TNT use personal Data provided for conducting customer satisfaction surveys
4. I allow TNT use personal Data provided to communicate any other information regarding its mandates and programmes

	I consent to the above Disclaimer


Name ……………… Signature : ..................................... Date:..............................

*************************FOR OFFICIALS ONLY*******************************

Comment by the receiving officer:…………………………………..
Name and signature of the TNT staff/officer receiving to the complaint(s):
Name:......................................................... 
Signature :..............................................
Date………………..




Road Map/Action Plan
	S/N
	ACTIVITY
	TIMELINES
	RESPONSIBILITY

	1. 
	Review and improve the Draft Resolution of Public Complaints policy
	4th – 8th May 2026
	Committee and CAJ

	2. 
	Finalize the draft Policy
	10th May, 2026
	Tob Keva

	3. 
	Receipt of comments from Departments
	11th May,2026- 20th May 2026
	Chairperson/Secretary

	4. 
	Meeting to incorporate comments from members
	25th May, 2026
	Chairperson

	5. 
	Meeting by members to discuss final draft
	27th May, 2026
	Secretary

	6. 
	Circulate the draft policy to heads of departments and units
	 
29th   May,2026
	Chairperson

	7. 
	Submit the policy to the top management for approval
	3rd June,2026
	Chairperson

	8. 
	Share with staff and upload to the website
	24th June 2026
	Secretary/ICT

	9. 
	Launch of the Approved policy
	25th June 2026
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